Abstract. This paper examines the expectations and communication needs of relevant stakeholder groups for municipal eParticipation in a small Norwegian municipality. We identified relevant stakeholder groups with the municipality, and asked them about their communication preferences through a combined Delphi study and survey approach. The findings show that information about local issues, information about issues relevant for the individual stakeholder, and dialogue on business' needs and employment are the three most important communication needs. E-mail and the municipal web site are the two preferred modes of communication, with social media ranking third. For dialogue and participation, a face to face meeting is the preferred mode of communication. Our findings show that effective municipal communication requires a number of different media, depending on what is being communicated. We conclude by outlining a framework for media choice in eParticipation.
that today's government is technocratic and relies ever more on expert reports and opinion further alienates the average citizen, who feels s/he has nothing to contribute to a debate where the focus is on consultancy reports and numbers [9] .
To include more citizens in the decision making process, governments have attempted to implement various participatory techniques, but these are often biased towards the socio-cultural background of government officials, and leaves little space for the actual needs of citizens [9] . Thus, our first aim is to discover what various citizen groups actually want to talk to government about, and through which medium they prefer to communicate. We have focused on the municipal level, as this is where the diversity of citizen interaction is largest in Norwegian government.
While political parties have embraced technology, they are yet to embrace the social concepts underlying the technology [10] . A recent study defines both the social and technical concepts of technology for research, and calls for practical applications of the theoretical framework [11] . This leads us to our second objective, which is to aid practitioners in government who are uncertain about which medium they should use for various eParticipation efforts. Thus, our research questions for this study are:
1: Who are the stakeholders in eParticipation at the municipal level? 2: What are their communication needs and media preferences? 3: How can practitioners choose media for various types of communication?
To answer these questions, we conducted a Delphi study of the various citizen stakeholder groups, and distributed a survey to capture the opinions of stakeholders who did not want to take part in the Delphi study. Finally, based on the findings from the Delphi study and survey we applied the theoretical framework of Johannessen and Munkvold [11] , and synthesised several existing frameworks for technology choice and communication to create a tool that could help practitioners in government in choosing the right technologies for different communication needs.
Theoretical Premises: Technology Evaluation through genres
While our study identifies citizen preferences for eParticipation, there is still the need to transfer this knowledge to governments' technological choice so that government can decide which tools to use for which purpose. Existing literature has several examples of this, but mostly focuses on either communication or technology. A synthesis between these studies could lead us towards a more holistic solution.
The eParticipation tool assessment [12] combines the analysis of technical functionality with several other factors such as the level of participation it can address and the stages in the decision making process that are supported. Existing frameworks address the technological requirements of eParticipation well, but it is made from the perspective of government, and does not take into account the varying needs of different citizen groups, or the socio-technical nature of technology. However, to succeed, it is important to take citizens' needs into account [13] , and to address technology from a socio-technical perspective [11] .
To extend the framework to include the socio-technical perspective so it can more easily be used to identify the communication needs of citizens, we used elements from genre theory. A genre is defined as "a typified communicative action which is invoked in response to a recurring situation" [14] . Genres that are routinely enacted, such as questions to politicians, reports on potholes or specific types of input to the decision making process can be seen as a genre repertoire [15] of eParticipation. Genres are identified through similar form and function [14] , as well as technical functionality [16] , and can be analysed through the 5W1H framework, where you ask Why are we communicating, What is the content , Who are the participants, Where should the communication take place, When and How should we communicate. The framework helps uncover how and when the genre is enacted, in what situations it is used, who the participants are and why the genre is used [17] . Genre theory has been used in several previous studies of eParticipation [18] [19] [20] [21] .
There are some examples of genre based methods for systems planning and development in government. Päivärinta et.al. [22] present a method for Information Systems Planning based on genre theory, where the communication genres are the deciding factor for the technological choice. The framework includes a stakeholder analysis of who the producer and the user of the information is, as well as genre and metadata analyses. Others have built upon this framework to create a method for development of eGovernment portals, where the genre perspective is extended through the inclusion of life-events in the planning stage [23] . In another example, genre theory have been used to help structure and plan discussion forums for local eParticipation through the 5W1H method [18] .
While both the assessment tools and the genre approaches are good, none of them address both the technological and communicative aspects of eParticipation. Combining the two into a genre and technological choice framework could aid practitioners in choosing the appropriate media for different eParticipation activities. In section five, we begin to sketch the outlines of such a framework, which combines the genre and technology analyses referenced in this section.
Research method
The findings reported in this paper are part of an on-going collaboration between the university and a municipality in southern Norway. The municipality has 8000 inhabitants, and relies heavily on agriculture. Three large fjords have led to a scattered population, with about half of the inhabitants living in the centre, and the rest spread out across the municipality.
As our objective was both to identify stakeholder groups and their preferences, we chose multiple research methods. By a multiple approach different aspects of reality may be explored to gain richer understanding of the research topics investigated [24] . Our first objective was to identify relevant stakeholder groups through a stakeholder analysis. Stakeholder theory was originally a set of tools and methods to identify relevant stakeholders [25] , and stakeholder theory has been adapted to the eGovernment field [26, 27] . Our stakeholder analysis was conducted in collaboration with politicians and government officials in the municipality, and we came up with a total of 23 local stakeholder groups. Stakeholders with similar characteristics were then grouped into 10 panels for the Delphi study, which provided us with a list of stakeholders from politics, government administration and civil society.
Data collection took place between April and November 2011. We collected our data using the Delphi method [28, 29] . The Delphi method is well suited for studies where "judgmental information is indispensable", and has been used for concept and framework development in Information Systems studies [28] and public policy development [30] . The method consists of three phases: Brainstorming of issues, consolidation, where the list is narrowed down, and finally the ranking phase, where the participants attempt to reach consensus on which of the identified issues are most important [28, 29] . The respondents were asked to provide a qualitative answer to the question what do you want to communicate with government about, and which media would you prefer to use? In addition, there was a short text explaining the purpose of the study.
The municipality recruited participants based on our stakeholder analysis, and these were invited to take part in the Delphi survey. The survey was distributed to 80 participants, of which 22 chose to participate. In addition to this, we distributed a regular survey to the municipality's inhabitants, which resulted in 36 additional respondents.
We were not able to reach consensus, as the participants lost interest in the study after the first round of ranking. This is a common problem with the Delphi method, but fortunately the amount of data from initial rounds is often rich enough that we can draw some conclusions, as shown by Päivärinta & Dertz [31] . In our case, both the brainstorming and first ranking phases provided insights into the communication preferences for the different stakeholder groups, as well as their preferred communication technologies for each form of communication.
The brainstorming phase identified 31 different communication categories, which were narrowed down to ten in the consolidation phase. Eight of these were ranked by more than 50 per cent of the participants, and thus considered to be at least moderately important for a majority of the respondents. The survey data confirmed these as the most important issues. Finally, we asked the respondents to report which communication technology they preferred for each of the communication categories, and found that more than 70 per cent prefer some form of digital communication.
Treating the communication categories as genres of communication [14] , we combined the technological framework of Tambouris et. al. [12] and the genre based frameworks [18, 22, 23 ] to create an overview of which technologies are suited to which communication genre.
Results

Who are the stakeholders?
Stakeholder groups were identified in collaboration with representatives from the municipality. The objective was to include every government and civil society group that has a need to communicate with the municipality.
In eGovernment we usually discuss three main stakeholder groups: Politicians, administration and the civil society [32] . For the municipality, it was important to solicit opinions from these as separate stakeholders. The relation between politicians and the administration was mentioned as very important, due to the different responsibilities of these groups.
Defining civil society stakeholder groups is more difficult, as they can be divided in several ways, such as age, education, ethnicity, business owners and associations. We attempted to include as many groups as possible, and came up with eight civil society stakeholders: Business, Service users, associations, expats, immigrants, youth, senior citizens and finally a group for the "silent majority" of citizens with no organizational membership. The identified stakeholder groups are listed in Table 1 . 
What are the communication needs?
The reported communication needs from the initial brainstorming session are listed in table 2. It is worth noticing that some of the reported needs are available today if you know what you are looking for, but these are reported to be either hard to find, of poor quality, or in a language which is not easily understood by ordinary citizens. The 31 communication needs of the initial brainstorming were reduced to ten in the consolidation phase, and the consolidated list was presented to and approved by the participants. The ten remaining factors were grouped in the categories information dissemination, public services and public dialogue, as the qualitative data from the first phase revealed that these were the three main concerns for the participants. Table 4 shows the communication needs that were important to the different stakeholder groups. We were not able to solicit answers from all of the civil society groups identified by our stakeholder analysis. Hence, some of the groups from table 1 are excluded from table 4. None of the stakeholder groups ranked report problems with services as important. Tailored and local information are important to almost all of the stakeholder groups, and the qualitative data shows that these are even more important than the table suggests:
"
Calling them does not work at all. It would be a lot more efficient if there was one person responsible for one area. We are located on an island where it can take one year for a light bulb to be changed, just because the right people aren't told about the problem" (Associations respondent 1).
Except for the administration, all the stakeholder groups wanted to report problems with the physical infrastructure, such as potholes, missing streetlights, poor road maintenance in winter etc. Again, this is a very important issue also in the qualitative data set from the brainstorming phase: "My main communication need is to comment on municipal services such as [problems with] garbage disposal and snow clearing" (Associations respondent 5). Respondents were asked to pick the most important issues, and to rank them from least to most important. Table 5 shows how many of the participants who included each item in their list of most important issues. While democratic dialogue is an important issue for eParticipation, a majority of our respondents call for information tailored to individual needs, dialogue on the needs of business, a way to report problems with the physical infrastructure or information about things happening in their local area, such as planned construction and power outages. The ranking confirms these as the most important issues. 
How can practitioners choose media for various types of communication?
In addition to asking about the communication needs of the stakeholder groups, we also asked them which communication media they preferred to use for each category. The findings are summarized in table 6. There were no notable differences between the stakeholder groups' preferences, so we do not report the results of the individual groups. The participants were able to choose more than one media preference for each communication need. Based on the input from the brainstorming phase, we grouped the media preferences into six categories. Four based on technology, and two physical contact points.
Internet, as in the municipality's web site or other web sites is by far the most popular medium overall, along with e-mail whereas social media and mobile phones are less popular. Age does not seem to play an important role as the distribution between age groups is fairly similar. In terms of dialogue, social media scored higher, which is consistent with the idea of social media as a two-way medium, and an indication that governments' social media presence should include some form of feedback option. Another interesting observation is that public meetings also received a high score. This indicates that, at least in small communities, physical contact is deemed important for dialogue. Even so, the trend is clear. In most cases, some form of digital communication is the preferred option, while physical contact is still in some cases seen as important. 
Discussion: Towards a framework for media choice
Knowing the communication needs and media preferences of the stakeholder groups in our case municipality, we are now able to move on towards the next phase, choosing the appropriate technologies for each communication need. The reported communication needs are translated into genres in our proposed framework, based on the phases from [22] and expanded with the technological framework [12] .
Identify stakeholders and producers and users of information. A stakeholder analysis, such as the one presented in table 1, tells us who should participate in the communication. The next step is to identify producers and users of information (PUI entities), so that we know who should initiate and who should respond. See [22] for more on PUI entities.
Identify communication genres. For eParticipation, the first step has too often been based on the needs of government. Our identification of the communication needs of various external and internal stakeholder groups (tables 2-5), allows us to create genres that are grounded in citizen and other stakeholder needs. Identifying genres based on these communication needs can be done through the 5W1H method, as shown by [18] . Who/m is excluded from 5W1H, as it is addressed in the stakeholder analysis.
Define and gather metadata about the various genres. This should be done in collaboration with the stakeholders. Typical metadata varies depending on the type of communication, but could include preferred medium (see table 6 ), response time, reference number, and for government, issues such as archiving and access might also be necessary for compliance. This step overlaps with the technological analysis. These steps are shown in Table 7 , with an example of a finished analysis in Table 8 . Analyse available technologies. The last step is shown in Table 9 , with an example analysis in Table 10 . Based on Tambouris et.al. [12] , we analysed the communication media the stakeholders prefer to use for the specific genre. The technology evaluation includes the technical functionality, the level of participation and stage in decision making process (based on OECD recommendations) the medium can accommodate, and actors. Activities and outcomes are other important factors in eParticipation [33] , and these have been added to the original technological analysis to provide a more holistic picture. While our example includes only one technology, in most cases there would probably be many suitable systems, consistent with a multichannel strategy [5] . Based on tables 8 and 10, our example genre and example technology are not wellmatched if the reported metadata item "case number" is seen as very important. Using a Facebook page or group would not generate case numbers, does not allow reported cases to be stored in a database, and privacy issues related to ownership of data could also be an obstacle for this particular genre. This short example shows the importance of addressing both the technology and the users' preferences for communication before starting on an eParticipation project, and we believe our framework could serve as a guide in this sense.
Limitations and future research
While this study provides insights into the communication needs and media preferences of various stakeholder groups, there are some limitations that need to be addressed. As we were not able to reach consensus in the Delphi study, we were unable to create a definite list of communication needs to be addressed. However, we were still able to identify some needs, and through the survey that was distributed later, we also got data to verify the findings from the Delphi study. Our findings should however be read mainly as qualitative and interpretive, and within the contextual limitations of a small Norwegian municipality, rather than quantitative.
Our combination of the eParticipation technology framework and genre frameworks is mainly based on theory and inspired by the findings on communication preferences. A logical next step in this research would be to verify the framework through testing it in government. Specifically, validation of a common list of communication needs and the appropriate technology to support each communication need is considered to be an important contribution to further practical development.
